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Abstract
The present study examines the user satisfaction of library resources and services in
Krishnadas Shama Goa state central Library. Structured questionnaires were distributed
among 200 users to collect their opinions regarding the frequency and purpose of their visit to
the library. 160 questionnaires were received and analyzed. The study highlights the opinion
of respondents about the available resources, facilities, and services in the library. In this
study, it was found that the majority of the respondents are satisfied with the resources and
services in the library. The study concludes that the library needs to integrate training program
for library users as well as staff for effective utilization of resources and services. There is also
need to take Regular feedback from visitors and library members.

Key Terms: Library services, Library resources, E-resources, user satisfaction, library
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INTRODUCTION
Krishnadas Shama Goa State Central Library is one of the oldest Public Library in India which
was established on 15th September 1832 by Vice Roy Dom Manuel de Portugal e Castro as
`Publica Livaria`. It was established four years earlier to Calcutta Public Library, 1836 (The
National Library of India). It is a State-of-art organization situated near Panjim Bus Stand at
Patto. The library is named after Krishnadas Shama, the founder of Konkani Prose and known

as Father for Konkani literature, for his contribution in the field of literature in the 16th century.
It covers a built-up area of 12,100 sq mts. The library has a huge collection of around 2.92
lakhs of books (29200 million) in different languages like English, Hindi, Marathi, Konkani,
and Portuguese since its inception. The Library is considered to be the biggest repository of
books in the Portuguese language in Asia. The library has Manuscripts & Imprints which
include languages like Tamil, Castilian, Ceylonese, Canary, etc. The library offers modern
facilities like Smart-Card, Self-Check-in/Check-out Kiosk, Book DropBox using RFID
Technology, and ultra-modern Book Conservation Laboratory.

REVIEW OF LITERATURE
Jabeen and Ganaie (2019) in their research paper studies the usage and impact of online
information sources among the faculty members and students. Researchers tried to understand
the awareness level with regard to the latest developments in the field through the introduction
of modern information technologies that deeply affect the social Structure. Research paper
concludes that users should be trained on how to use library facilities in order to achieve
academic excellence. Library orientation and the inclusion of certain courses like Use of
computer for Information retrieval, Use of Internet/world wide web and IT applications should
form part of library activities.
Olajide and Adio (2017) in their paper made few recommendations to make better use of
library resources. Some important recommendation was a) A library equipped with necessary
physical facilities like toilet and spacious reading space etc. could encourage effective
utilization of resources, hence toilet should be built in the Library. b) Students should be
allowed to make input into selection of library resources as this will ensure and improve
importance of library collections. c) The management should provide alternative power supply
to the library, as that would support easy accessibility to both physical and e-resources in the
library.
Smallwood and Becnel (2012) in their book “Library Services for Multicultural Patrons:
Strategies to Encourage Library Use” describes that Creating welcoming library environments
is one of the most effective ways to serve all users. The book further suggested that Libraries
can provide welcome signage in local languages that users prefer to speak and even think of
providing bike stands to the users. Universal graphics used to indicate basic amenities like
restrooms, information kiosks, book drops, and so on helps in removing any language barriers.

Successful libraries develop their staff and well-informed staff creates opportunities for
building bridges to understanding.
Carvalho and Mandrekar (2020) in their study explored the impact of library services on
student’s success and performance. The Findings of the study suggested that library staff
should have friendly approach and comprehensive information literacy programme must be
conducted to promote awareness. This will encourage students to make proper utilisation of
library resources.

OBJECTIVES OF THE STUDY
❖ To study the purpose of library visit
❖ To understand the user’s opinion about availability of library resources and services.
❖ To study the level of satisfaction of users towards library resources and services
❖ To identify problems faced by users in the use of information resources and services.

METHODOLOGY
The target population in this study was users of different age groups who frequently visited
library. A survey research method was adopted to address the research questions. A total of
200 questionnaires distributed and 160 filled-in questionnaires were returned by the users.

DATA ANALYSIS AND INTERPRETATION

Table -1 Gender- wise
Sr. No
1
2

Gender
Male
Female
Total

Respondents
90
70
160

Percentage
56%
44%
100

Table 1 shows the gender-wise distribution of the 160 respondents, the majority of the
responded 90 (56%) are Male followed by females responding 70 (44%).

Table -2 Frequency of visit
Sr. No
1
2
3
4

Frequency
Daily
Once in a week
Once in a month
Occasionally
Total

Respondents
18
42
58
42
160

Percentage
11.25%
26.25%
36.25%
26.25 %
100

Table 2 indicates the frequency of visits to the library by users. The data shows that
11.25% of the respondents visit the library every day, 26.25% visit once a week,
36.25% visit once a month, and 26.25% visit occasionally.

Table -3 Time spent at the Library
Sr. No
1
2
3
4

Time spent
Less than an hour
More than two hours
More than three Hours
More than five hours
Total

Respondents
10
70
50
30
160

Percentage
6.25%
43.75%
31.25%
18.75%
100

Table 3 indicates the time spent by users at the Library. Total 43.75% of respondents
spend more than two hours. 31.25% spend more than three hours of their time and
18.75% said they spend more than five hours. Only 6.25% of respondents said they
spend less than an hour.

Table - 4 Purpose of visit
Sr.
No
1
2
4
5
6
7
8

Time spent

Respondents

Percentage

To borrow books
To read books
To read periodicals
To read newspapers
For research work
To use internet
To spend leisure time
Total

50
25
15
20
20
20
10
160

31.25%
15.62%
9.37%
12.5%
12.5%
12.5%
6.25%
100

Table 4 indicates the purpose of visit to the library. Data shows that maximum users
(31.25%) visits library to borrow books. A small percentage of users (6.25%) visits
library to spend leisure time. It is interesting to note that a decent number of users
(12.5%) visits library to read newspapers, for research work and to use internet in the
library.

Table - 5 Opinion about availability of library resources
Sr. No

1.
2.
3.
4.
5.
6.
7.
8.
9.

Opinion about
availability of library
resources
Books
Journals
Magazines
Newspapers
Portuguese Collection
Rare old Manuscripts.
Government reports
Microfilms
Audio/Video materials

Excellent

70 (43.75%)
12 (7.5%)
82 (51.25 %)
79 (49.37%)
90 (56.25%)
58 (36.25%)
60 (37.5%)
62 (38.75%)
38 (23.75%)

Very Good

50 (31.25%)
19 (11.87%)
30 (18.75%)
45 (28.12%)
45 (28.12%)
45 (28.12)
45 (28.12%)
45 (28.12%)
56 (35%)

Good

Average

Poor

20 (12.5%)
60 (37.5%)
38 (23.75%)
32 (20%)
20 (12.5%)
37 (23.12%)
35 (21.87%)
18 (11.25%)
18 (11.25%)

15 (9.37%)
38 (23.75%)
8 (5%)
4 (2.5%)
5 (3.12%)
18 (11.25%)
10 (6.25%)
25 (15.62%)
20 (12.5%)

5 (3.12%)
31 (19.37%)
2 (1.25%)
0
0
2 (1.25%)
10 (6.25%)
10 (6.25%)
28 (17.5%)

Table 5 highlights the opinion of respondents about the availability of library resources.
Data shows that 43.75% of respondents say the books collection in the library is
Excellent. 37.75% respondent's opinion about journal collection is Good and 23.75%
says journal collection is average. Maximum respondents are happy with the collection
of magazines and newspapers the opinion in this regard is Excellent, which is 51.25%
for magazines and 49.37% for newspapers. 56.25% of Respondents have an excellent
opinion about Portuguese collection where as 36.25% say Rare old manuscripts
collection in the library is excellent and only 1.25% say it is poor. 37.5% have the
opinion that Government reports collection is excellent and only 6.25% say it is poor.
38.75 % of respondents believe that the library has an excellent collection of microfilms
and 35% of respondents said Audio/Video material in the library is very good.

Table - 6 Opinion about availability of library facilities and Services
Sr. No

1.
2.
3.

Opinion about
availability of library
Services
Display of new arrivals
Internet browsing
Photocopying facility

Excellent

Very Good

Good

Average

Poor

95 (59.37%)
10 (6.25%)
40 (25%)

45 (28.12%)
50 (31.25%)
60 (37.5%)

10 (6.25%)
70 (43.75%)
30 (18.75%)

10 (6.25%)
20 (12.5%)
18 (11.25%)

0
10 (6.25%)
12 (7.5%)

4.

Scanning

5.
6.

Data Imaging Centre (DIC)
Rare Books and Local
History Section
7. Study Room facility for the
students with their own
books to study or for
completion of assignments.
8. Touch Screen Monitor to
facilitate catalogue search
9. Book Lift to lift the books
from one floor to another
10. Book Drop box to facilitate
the returning of book with
RFID Technology
11. Research Cubical facility

40 (25%)

43 (26.87%)

38 (23.75%)

20 (12.5%)

19 (11.87%)

43 (26.87%)

48 (30%)

42 (26.25%)

20 (12.5%)

7 (4.37%)

38 (23.75%)

43 (26.87%)

53 (33.12%)

18 (11.25%)

8 (5%)

70 (43.75%)

68 (42.5%)

20 (12.5%)

2 (1.25%)

0

43 (26.78%)

70 (43.75%)

30 (18.5%)

10 (6.25%)

7 (4.37%)

80 (50%)

50 (31.25%)

20 (12.5%)

10 (6.25%)

0

73 (45.62%)

60 (37.5%)

20 (12.5%)

7 (4.37%)

0

60 (37.5%)

45 (28.12%)

40 (25%)

10 (6.25%)

5 (3.12%)

Table 6 highlights the opinion of respondents about the availability of library facilities
and Services. Data shows that 59.37% have an excellent opinion about the display of
new arrivals facility in library. 43.75% have a good opinion about internet browsing
service. 37.5% says photocopying facility in the library is very good. 26.87% say
scanning facility in library is very good. About the Data imaging center facility, 30%
has an opinion that it is very good. 33.12% says Rare books and local history collection
is good. 43.75% of respondents have an excellent opinion about the study room facility.
Regarding the touch screen monitor facility, only 4.37% of respondents say it is poor
and 43.75% say it is very good. 45.62% of respondents have an excellent opinion about
the book drop box facility. 37.5% of respondents say the research cubical facility in the
library is excellent whereas only 3.12% say it is poor.

Table -7 Satisfaction of library collection
Sr. No

Satisfaction of library collection

Respondents

Percentage

1.

Yes

140

87.5 %

2.

No

20

12.5 %

160

100

Total

Table 7 highlights the satisfaction of respondents about library collection. Data shows that
87.5% of respondents are satisfied with the library collection and just 12.5% are not satisfied

Table 8 Problems in the Use of Information Resources
Sr.
No
1.
2.
3.

4.
5.

6.

Problems
Inadequate library
building
Insufficient library
collection
Lack of awareness
about information
sources
Insufficient library
working hours
Lack of support
from the library
staff
Lack of ICT
components

Can’t Say

Disagree

Strongly
Disagree

20 (12.5%)

0

49 (30.63%)

91 (56.87%)

7 (4.37%)

13 (8.12%)

0

47 (29.38%)

93 (58.12%)

31 (19.37%)

49 (30.62%)

23 (14.37%)

37 (23.13%)

20 (12.5%)

7 (4.37%)

2 (1.25%)

31 (19.38%)

120 (75%)

5 (3.12%)

10 (6.25%)

4 (2.5%)

43 (26.88%)

98 (61.25%)

40 (25%)

45 (28.12%)

15 (9.37%)

40 (25%)

20 (12.5%)

Strongly
Agree
0

0

Agree

Table 8 highlights problems faced by respondents in the use of information resources in the
library. Data shows that 56.87% of respondents strongly disagree with the inadequate library
building statement. 58.12% strongly disagree with the statement that library has insufficient
library collection and only 4.3% strongly agree. 30.62% of respondents agree with the lack of
awareness about information sources. 75% of respondents strongly disagree with the
insufficient library working hours statement and just 4.37% agree. 61.25% strongly disagree
with the statement that there is a lack of support from the library staff. 25% strongly agree and
28.12% agree with the statement that the library is having a problem of lack of ICT
components.

FINDINGS OF THE STUDY
The major findings of the study are:
• The majority of the respondents (36.25%) visit the library once a month.
• The majority of the respondents (43.75%) spend more than two hours in the library.
• The highest percentage of respondents (31.25%) visits the library to borrow books and
only 6.25% visits to spend leisure time.

• The majority of respondents (43.75%) have an excellent opinion about the availability
of library books and only 3.12% say poor.
• 51.25% of respondents have an excellent opinion about the availability of magazines
in the library and 49.37% have a similar opinion about the availability of newspapers.
• The majority of the respondents (56.25%) have an excellent opinion about the
availability of Portuguese collection in the library
• The highest percentage of respondents (59.37%) have an excellent opinion about the
display of new arrivals services in the library.
• The majority of the respondents are satisfied with the Study Room facility for the
students with their own books to study or for completion of assignments
• The majority of the respondents (37.5%) have excellent opinions about the research
cubical facility in the library.
• The study found that 87.5% of respondents are satisfied with the library collection.
• Maximum respondents strongly disagree with the statement that there is Inadequate
space in the library building and Insufficient library collection.
• The study found that 61.25% of respondents strongly disagree with the "Lack of
support from the library staff" statement.

CONCLUSION
The satisfaction of library users by providing good quality service is an important goal for any
public library. The present study was aimed to identify the use of resources and services and
the level of user satisfaction in Krishnadas Shama Goa state central Library. Major Findings of
this study revealed that users are satisfied with the availability of resources and services in the
library, however, there is still scope for improvement in ICT facilities. The library must have
some plan which will integrate training program for library users as well as staff for effective
utilization of resources and services. Regular feedback from visitors and library members will
also go a long way in improving the library services and their satisfaction can be met
effectively.
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